
AMENDMENT 
Department of Financial Services 

FAIRFAX COUNTY Office of Procurement Services 
PUBLIC SCHOOLS 8115 Gatehouse Road, Suite 4400 

Falls Church, Virginia 22042-1203

Te'jUlni i720~3-3550 
AMENDMENT NO.5 

CONTRACT TITLE: Learning Content Mgmt Systems &Related Service and Support 

CONTRACTOR: VENDOR CODE: CONTRACT NO. 
Blackboard, Inc. 1000011891 4400001675 
650 Massachusetts Avenue 
Washington, DC 20001-3796 

By mutual agreement, contract 4400001675 is amended to incorporate the Amendment to 
Exhibit A Specifications for Management Call Center Solution dated 7/19/12. 

All other pricing, terms and conditions remain the same. 

~( Anthony E. Crosby, CPPO 
Director 
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VOID IF EXECUTED AFTER JULy 27, 2011 

AMENDMENT 

TO THE CONTRACT RQ-1l-183360-69AINCLUDING THE BLACKBOARD LICENSE AND 


SERVICES AGREEMENT DATED JULy 1, 2011 BETWEEN BLACKBOARD INC. AND 

FAIRFAX COUNTY PUBLIC SCHOOLS 


This Amendment ID the Contract RQII-183360.@A including the Milnaged CoIllllctCenter Schedule dated 1uly 1,2011 ("Schedule") 
'I:Ietween Blackboard, Inc. ("Blackboard") and Faitf"" CoU1lly Public Sch()Ols ("Customer) is made as of , 2012. 

The purpose of this amendment is \0 renew the Blacldloonl Student ServICO (J7kIa Blackboard Managed ColllaCt Center) beginning 
July 1. 2012 and modify the Service Lev.1 expecbltions. The parties hereby agree t. the following terms and oonditions: 

1. The PricingSu",..ary Is hereby modified to rt'jLtct t"" R_Term1- lIS10Ub...: 

Fairfax Comly Publk Sellaols Pricing SWDIIllIry 

Product Name 
• SS APM ANNUAL ACCOUNT MGMT 
i RENEWAL 

SSSDTPARATURE DEPTRENEWAJ. 

SS SDO LMS RENEWAL 

Total 

PSProductID 
8S-All-APM­
ACCT 

SS-AS-SDI­
PARA-DPT 

-SS-AS-SDD­
LMS 

l'rodllcUJ...,riptmn 
AccountlPrnjec! 
Management - Annual 
Account Management 
Service Desk Infrastructure 
Using Panuure (Ticketing 
S_l-Syntpc 
Service Desk Operations for 
LMS 

Otv 
I 

I 

I 

NctPrkc 
$7,500.00 

$7,500.00 

$100,000 

S 115.000 

I 

I 

1. SeaiD" 6 of~ enJitld Specif/catloNl for MaMg.d CoIfIJU:I CenJer S<>lutiorr, is h.,dJy modi/wi I. r",,_ the 
",rna Ieo<Js aM reflea the e>ti._ uwnJhly support aU.catlolU. It I. Itndentood alld agreed In the <WlnJ Clisl"",., exceeds/he 
••11_mOnJhl)' support lliJ.catiDlIS the .ervice I<vels .II/fillal /KID..shallMt apply. 

6. Strict Sen1<el.evd M.atuogcau:nt - Exhibit A M01Llgemenl Can Center Guar....teed Servlcel.evels 
Service Lew! Guarantee Criteria for Perfo............ n..l. of Pcrformaact 

Mca1Ur<l1Wlt MeUUX£lJl<nt 

pen:em:age oftotal tolepilonic Monthly 
contac1ll answered in three (3) 
minutes or less 

~S% 	 Percentage of total contac1ll Mont.bly 
cocrectly hond\ed by Service Desk 
Operati.n, 
Percenlage of ctmDmer service Quar1erly 
sUJ"I'tlY$ wllb overall ratings of 
Satislled or Very Satisfied 

Falhtre to Perrorm Against t.llaraJ1""'d Sen1<el.evell 
Failure ID meet the eontracled service lev<:I of 80"/. ofualls answered in three minures or less for the ""'DIh "ill result in a S% credit of 
the Service Desk Operati(lllS fees for Ihat month to Fm." Cowll)l Public Scbools' next .MUa! inYoi<e. 

In conjWlCtion wllb monthly time ID answer results, patti.. wlll jointly review and agree incideDls deemed ID be inappropriately 
""ca1ated It> PCPS. Each incident determined ID have ~ incoJTectly escalated lbat i. in """"'" of S% of 1he total calls received 
during the month will be added It> the documented ittcidems <nrtside of con1IaCted IlI11c to .n"""" service levels when computing the 
achievement ofSU. 

If Blackboard exceeds, contracted service levels for INee consecutive IUOlllhs following the month for which a S% credit of the 
Service Deslc Opera!ioru reeslD Fllirfu County Public Schools applies, Ibis ,ball result in an Jncentive credit of 5% ID Blackboard for 
sustained porfonnance. Such incentive credits ID Blackboard will only be apptied ID offSet existing FCPS credits In no case shall 
credits result in any payment to Blaclcboetd by FCPS beyood the annually con!meted Service Desk Operations ftes. 

2012- ton 
10-1S873Sv2_LA (7-19-12) 
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VOlDll'EXECUlED AFfERJlJLV 21,2012 

Customer Sati.;W:tiOD S\IIVey results will be reviewed quatterly. Ifmore than 20% of sumy ,""ponses' aveallllIIlngJ! are dissatisfied 
or vr:ry dissatisfied, • S% credit of the quatterly Service DesI: Opemtions fees will be applied to FairfllX County Public Schools' I!eltI 
annual invoice. At the end ofthe _ct year, if ovendl survey "'tingJ! fOf the COntracl year meet Of exceed 80% of responses with 
ratings oC$atisfied orvery sati.;lied, up 10 one qulllter ofperformanoo credit to FCPS will be waived. If DO quarter AITACHMENT I 

of!he con1nlct year fell below 80% satisfied Of very satisfied ",lings. 00 credit; will be returned to Blackboard. 

Tbe parties hereby a&ree to !be following EIt!m*d Moulhly Support InlerKttooli &lid fw:ther UDdmtaad Ibc Guarllllletd 
SuvIee Level. otlllined .bove IlllllllOt .pply IfCuslllmer eueed.llIe esllmated fIIlIotMy 'upport .Uoadoos: 

E,_I! Monthly S!!p!!9It NJ!!£!lIpa 

July 320 
August 175 
September 3950 
October 1120 
November 710 
December 350 
January 525 
February 475 
March 330 
ApnJ 250 
May 225 
June 310 

Total 10,000 

ALL OTIIER TERMS AND a)NDITIONS REMAIN IN FULL FORCE AND EFFECT 

IN WITNESS WHEREOF, the parties herero have execmed mis Amendment as of (he dale flfSl written abo",. 

BLACKBOARD 

Sipture 

Te.. Frazier, Vi.. Pmideut- CODtncl1 
l'rinI Name and Title 

Date: July 19, 2012 Pa1o: 7lzs/1 L 

2012- 2of2 
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AEC/rss 

DISTRIBUTION: 
FCPS - Information Technology - Jean Welsh 
FCPS - Procurement Services - Contract File 
Contractor 


